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Calculation - (Count ofnumber ofUNE N,T,C orders that receive a network customer
trouble report within 30 calendar days of service order completion ~ Total UNE
'N,T,C orders (excludes trouble reports received on the due date» • 100

Report Structure - Reported for SWBT, CLEC and all CLECs by loop type [2-Wire
Analog 8dB Loop, BRJ (2-Wire Digital Loop), and PRJ (OS1 Loop)], and switch port
(Analog, Analog DID, BRI and PRI), and Dedicated Transport(all types in pricing
schedule).

9.2.15 Measurement - Provisioning Accuracy

Definition - % of orders installed without error.

Calculation - (Count of orders completed without error ~ total orders) • 100

Report Structure - Reported by individual CLEC, all CLECs and SWBT.

C. Order Status

9.2.16 Measurement - % Firm Order Confirmations (FOCs) received within "x" hours.

Definition - Percent ofFOCs returned within a specified time frame from receipt of
service order to return of confirmation to CLEC.

• All Res. And Bus. < 24 Hours
• Complex Business (1-200) < 48 Hours
• Complex Business (200+) - negotiated
• UNE Loop (1-49 Loops) < 24 Hours
• UNE Loop (> 50 Loops) - 48 Hours
• Switch Ports < 24 hours

Calculation - (# FOCs returned within "x" hours ~ total FOes sent) • 100

Report Structure - Reported for CLEC and all CLECs. This includes mechanized
from ED! and LEX and manual (FAX or phone orders). The FOC for EASE is
considered to be at the time the due date is negotiated and is not included in the
calculation. [Award 11/25/97, App. B, Issue 2]

; ;

9.2.17 Measurement - Average Time To Return FOC

Definition - The average time to return FOC from receipt of service order to return of
confirmation to CLEC.
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Calculation - I[(Date and Time ofFOC) - (Date and Time of Order
Acknowledgment»)/(# ofFOCs)

Report Structure - Reported for CLEC and all CLECs.

Measurement - Percent Mechanized Rejects returned within 1 hour of the start of the
EDIILASR batch process. The ED! and LASR processes executes every two hours
between 6:()() AM and 12:00 AM.

Definition - % mechanized rejects returned 1 hour of the start of the EDIILASR batch
process.

Calculation - (# mechanized rejects returned within 1 hour + Total rejects) * 100

Report Structure - Reported for CLEC and all CLECs for the electronic interfaces
(EDI and LEX).). The 2 hour interval above is subject to change as the EDl polling
time frame changes. The parties will negotiate in good faith and reserve the right to
bring this issue in front of the commission through dispute resolution in the future for
real time rejects.

Measurement - Average Time to Return Mechanized Rejects

Definition - Average time required to return a mechanized reject.

Calculation - I[(Date and Time of Order Rejection) - (Date and Time ofOrder
Acknowledgment)]/(# of Orders Rejected)

Report Structure - Reported for CLEe and all CLECs for the electronic interfaces
(EDI and LEX).

The standard interval to send a reject will be within 97% within 1 hour PON. The
parties will negotiate in good faith and reserve the right to bring this issue in front of
the commission through dispute resolution in the future for real time rejects.

Measurement - Percent Mechanized Completions Returned Within 1 hour upon the
successful execution of the SORD (BU340) batch cycle which updates the order
status, indicating a completion notice. The batch process executes at the following
times: 9:00 am, 12:00 n091}, 3:00 pm, 6:00 pm, 10:30 pm.

Definition - % mechanized completions returned within 1 hours for ED! and LEX.

Calculation - (# mechanized completions returned to CLEC within 1 hour + Total
completions) • 100
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Report Structure - Reported for CLEC and all CLECs for the electronic interfaces
(EDI and LEX). The 1 hour interval above is subject to change as the EDI polling
time frame changes.

9.2.21 Measurement - Average Time to Return Mechanized Completions

Definition - Average time required to return a mechanized completion.

Calculation - 1:(Date and Time ofNotice Of Completion Issued to the CLEC) ­
(Date and Time ofWork Completion»)/(# ofOrders Completed)

Report Structure - Reported on CLEC and all CLECs for the electronic interfaces
(EDI and LEX).

The standard interval for returning completion will be >97% received within 1 hour
of order completion. The 1 hour interval is subject to change as the EDI polling time
frame changes.

D. Held Orders

9.2.22 Measurement - % Company Missed Due Dates Due To Lack OfFacilities

9.2.23

Definition - % N,T,C orders with missed committed due dates due to lack of facilities
Calculation - Total N,T,C orders with missed committed due dates due to lack of
facilities +- Total N,T,C orders

Report Structure - Reported for CLEC, all CLECs and SWBT Retail for POTS,
Specials and UNE. Reported for> 30 calendar days & > 90 calendar days.
(Calculated monthly based on posted orders.)

Measurement - Delay Days for Missed Due Dates Due to Lack ofFacilities

Definition - Average calendar days from due date to completion date on company
missed orders due to lack of facilities.

Calculation - L(Completion date - Committed order due date)/(# ofposted orders)

Report Structure - Reported for CLEC, all CLECs and SWBT Retail for POTS,
Specials and UNE.

E. Flow Through
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Measurement - Percent Flow Through

Definition - % oforders that completely flow through the order process to SWBT
legacy systems and require no manual intervention on the part of SWBT than
analogous retail services, and automated provisioning to the extent that is provided
for analogous retail services.

CalcUlation - (# oforders that completely flow through the order process to SWBT
legacy systems and require no manual intervention on the part of SWBT ~ total orders
sent.

Report Structure - Reported for CLEC, all CLECs and SWBT for POTS (Broken out
by Resale and UNE loop+Port), Specials (Resale and UNE loop+Port), and UNE).

9.3 MaintenancelRepair

A. Time To Restore

POTS & UNE POTS Loop and Port Combinations

9.3.1 Measurement - Receipt To Clear Duration

Definition - Average duration of customer trouble reports from the receipt of the
customer trouble report to the time the trouble report is cleared with the customer
excluding subsequent, and all disposition code "13" reports (excludable).

Calculation - L[(Date and time ticket is cleared with customer) - (Date and time ticket
received)] ~ Total customer network trouble reports.

Report Structure - Broken out by Resale and UNE loop+Port. Reported for CLEC,
all CLECs and SWBT retail by Residence and Business by:

• Out of Service - Dispatch
• Out Of Service - No Dispatch
• Affecting Service - Dispatch
• Affecting Service - No Dispatch

9.3.2 Measurement - Standard ~eviation ofReceipt To Clear Intervals

Definition - Measure of the variation of the receipt to clear intervals around the mean
receipt to clear interval.
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Calculation - sqrt[L(individual receipt to clear interval - mean receipt to clear
interval)"2/(number oftrouble reports in the sample - 1)]

Report Structure - Broken out by Resale and UNE loop+Port. Reported for CLEC,
all CLECs and SWBT retail by Residence and Business by:

• Out ofService - Dispatch
• Out OfService - No Dispatch
• Affecting Service - Dispatch
• Affecting Service - No Dispatch

9.3.3 Measurement - % Out OfService (OOS) < 24 Hours

Definition - % of DOS trouble reports cleared in less than 24 hours excluding
subsequents, tickets received on Saturday or Sunday, no access and all disposition
code "13" reports (excludable).

Calculation - Count ofOOS trouble reports < 24 hours ~ Total number of DOS
trouble reports.

Report Structure - Reported for CLEC, all CLECs and SWBT retail. Broken out by
Resale and UNE loop+Port.

Specials and UNE Specials Loop and Port Combination

9.3.4 Measurement - Mean Time To Restore

Definition - Average duration ofnetwork customer trouble reports from the receipt of
the customer trouble report to the time the trouble report is cleared excluding no
access and delayed maintenance.

Calculation - t[(Date and time trouble report is cleared with the customer) - (date and
time trouble report is received)] + Total network customer trouble reports.

Report Structure - RepOrted for CLEC, all CLECs and SWBT by DDS, DS1, DS3,
Voice Grade Private Line (VGPL) and ISDN by dispatch and no dispatch. Broken out
by Resale and lINE loop+Port.

9.3.5 Measurement - Standard Deviation ofMean Time To Restore Intervals

Definition - Measure of the variation of the mean time to clear intervals around the
mean receipt to clear interval.
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Calculation - sqrt[I(individual time to restore interval - mean time to restore
interval)"'2/(number of trouble reports in the sample - 1)]

Report Structure - Reported for CLEC, all CLECs and SWBT retail by dispatch and
no dispatch. Broken out by Resale and UNE loop+Port.

UNEs (Excludes UNE Loop and Port Combinations)

9.3.6 Measurement - Mean Time To Restore

Definition - Average duration ofnetwork customer trouble reports from the receipt of
the customer trouble report to the time the trouble report is cleared excluding no
access and delayed maintenance.

Calculation - :t[(Date and time trouble report is cleared with the customer) - (date and
time trouble report is received)] -+- Total network customer trouble reports.

Report Structure - Reported for CLEC ,all CLECs and SWBT by loop type [2-Wire
Analog 8dB Loop, BRI (2-Wire Digital Loop), and PRI (OS! Loop)], and switch pon
(Analog, Analog DID, BRI and PRI), and Dedicated Transport(all types in pricing
schedule) by dispatch and no dispatch.

9.3.7 Measurement - Standard Deviation ofMean Time To Restore Intervals
Definition - Measure of the variation of the mean time to clear intervals around the
mean receipt to clear interval.

Calculation - sqrt[:t(individual time to restore interval - mean time to restore
interval)"'2 /(number of trouble reports in the sample - I)]

Report Structure - Reported for CLEC, all CLECs and SWBT by loop type [2-Wire
Analog 8dB Loop, BRI (2-Wire Digital Loop), and PRJ (OS1 Loop)], and switch pon
(Analog, Analog DID, BRJ and PRJ) and Dedicated Transport(all types in pricing
schedule) by dispatch and no dispatch.

9.3.8 Measurement - Percent Out Of Service (OOS) < 24 Hours

Definition - Percent of ODS trouble reports cleared in less than 24 hours.

Calculation - (Count ofuNE OOS trouble reports < 24 hours -+- Total number ofUNE
ODS trouble reports) • 100

Report Structure - Reported for CLEC, CLECs and SWBT by "POTS like" loop (2­
Wire Analog 8dB Loop).
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B. Repeat Troubles

9.3.9 Mea.surement • Percent POTS & UNE POTS with Loop and Port Combinations
Repeat Reports

Definition - Percent of customer trouble reports received within 10 calendar days of a
previous customer report that were not caused by CPE or wiring excluding
subsequent reports and all disposition code "13" reports (excludable).

Calculation - (Count ofcustomer trouble reports, not caused by CPE or wiring and
excluding subsequent reports, received within 10 calendar days of a previous
customer report) -+ (Count of total customer trouble reports not caused by CPE or
wiring and excluding subsequent reports)

Report Structure - Reported for CLEC, all CLECs and SWBT retail. Broken out by
Resale and UNE loop and Port Combination.

9.3.10 Measurement - Percent Specials and UNE Specials with Loop and Port Combination
Repeat Reports

Definition - Percent ofnetwork customer trouble reports received within 30 calendar
days of a previous customer report

Calculation - (Count of network customer trouble reports received within 30 calendar
days of a previous customer report) -;- (Count of total network customer trouble
reports).

Report Structure - Reported for CLEC, all CLECs and SWBT by DDS, DSl, DS3,
Voice Grade Private Line (VGPL) and ISDN. Broken out by Resale and UNE loop
and Port Combination.

9.3.11 Measurement - Percent UNEs (Excludes UNE Loop and Port Combinations) Repeat
Reports

Definition - Percent of network customer trouble reports received within 30 calendar
days of a previous customer report

Calculation - (Count ofn~twork customer trouble reports received within 30 calendar
days ofa previous customer report) -;- (Count of total network customer trouble
reports).
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Report Structure - Reported for CLEC, all CLECs and SWBT by loop type [2-Wire
Analog 8dB Loop, BRI (2-Wire Digital Loop), and PRJ (OSI Loop)], and switch port
(Analog, Analog DID, BRl and PRJ) and Dedicated Transport(all types in pricing

schedule).

C. Report Rate

9.3.12 Measurement - POTS & UNE POTS with Loop and Port Combinations Trouble
Report Rate .

Definition - The number of customer trouble reports not caused by CPE or wiring.
CPE and disposition code "13" reports_within a calendar month per 100 lines.

Calculation - Count ofcustomer trouble reports + (total lines + 100)

Report Structure - Reported for POTS Resale and UNE POTS loop and port
combination by CLEC, all CLECs and SWBT retail. This measurement is only valid
for line counts of 300,000 or greater. Broken out by Resale and UNE loop and Port
Combination.

9.3.13 Measurement - Specials and UNE Specials with Loop and Port Combination Failure
Frequency

Definition - The number ofnetwork customer trouble reports within a calendar month
per 100 circuits.

Calculation - Count ofnetwork trouble reports + (Total circuits +100)

Report Structure - Reported for resale specials and UNE specials with loop and port
combination for CLEC, all CLECs and SWBT by DDS, DS1, DS3, Voice Grade
Private Line (VGPL) and ISDN. Broken out by Resale and UNE loop and Port
Combination.

9.3.14 Measurement - UNEs (Excludes UNE Loop and Port Combinations)

Trouble Report Rate

Definition - The number 9fnetwork customer trouble reports within a calendar month
per 100 UNEs. .

Calculation - Count ofnetwork trouble reports + (Total UNEs +100)
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Report Structure - Reported for CLEC, all CLECs and SWBT by loop type [2-Wire
Analog 8dB Loop, BRJ (2-Wire Digital Loop), and PRJ (OS 1 Loop)], and switch pon
(Analog, Analog DID, BRI and PRJ) and Dedicated Transport(all types in pricing
schedule).

D. Appointments Missed

Measuremetlt - POTS & UNE POTS with Loop and Port Combinations Percent
Missed Repair Commitments

Definition - Percent of trouble reports not cleared by the commitment time, excluding
disposition code "13" reports.

Calculation - (Count of trouble reports not cleared by the commitment time for
company reasons + Total trouble reports) • 100.

Report Structure - Reported for CLEC, all CLECs and SWBT retail by dispatch and
no dispatch. Broken out by Resale and UNE loop and Port Combination.

Measurement - UNEs (Excludes UNE Loop and Port Combinations) Percent Missed
Repair Commitments

Definition - Percent of trouble reports not cleared by the commitment time for
company reasons.

Calculation - (Count of trouble reports not cleared by the commitment time for
company reasons + Total trouble reports)· 100

Report Structure - Reported for each CLEC, all CLECs and SWBT for "POTS type"
loops (2-Wire Analog 8dB Loop)

E. No Access

Measurement - POTS & UNE POTS with Loop and Port Combinations Percent No
Access

Definition - Percent of dispatched customer trouble reports with a status of UNo
Access" excluding dispo~ition code "13" trouble reports.

.-.
Calculation - Count ofdispatched customer trouble reports with a status of"No
Access" + Total dispatched customer trouble reports.
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Report Structure - Reported for ClEC, all ClECs and SWBT retail. Broken out by

Resale and UNE loop and Port Combination.

9.4 General

A. System Availability

9.4.1 Measurement - OSS Interface availability

Definition - Percent oftime OSS interface is available compared to scheduled
availability.

Calculation - (# Scheduled system available hours -:- unscheduled system unavailable
hours)· 100

Report Structure - Reported on a company basis by interface for EASE,
DATAGATE, VERIGATE, lEX, and ED!. The RAP will be reported by CLEe.
When EBI is available SWBT will provide interface availability. When any new
system is available, the parties will negotiate in good faith to develop associated
performance measurements.

The following will be the standard for availability for all systems except EASE.
EASE will have a parity measurement since SWBT uses EASE for its retail
operation. Availability> 99% for Datagate, Verigate, LEX, EDI, and RAF
applications. This availability measurement includes the front end applications and
does not include the legacy systems. Parity applies for the legacy systems since
SWBT uses the legacy systems in its retain operation.

B. Center Responsiveness

9.4.2 Measurement - LSC Grade Of Service (GOS)

Definition - % of calls answered by the LSC within a specified period oftime

Calculation - Total number of calls answered by the LSC within a specified period of
time -:- Total number of calls answered by the LSC

Report Structure - RepoI1ed for all calls to the LSC by operational separation and
SWBT retail (RSC and BS'c).

9.4.3 Measurement - LSC Average Speed OfAnswer

Definition - The average time a customer is in queue. The time begins when the
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customer enters the queue and ends when the call is answered by a SWBT
representative.

Calculation - Total queue time + Total calls

Report Structure - Reported for all calls to the LSC by operational separation and
SWBT retail (RSC and BSC).

9.4.4 Measurement - LaC Grade OfService (GOS)

Definition - % of calls answered by the LaC within a specified period of time

Calculation - Total number ofcalls answered by the LOC within a specified period of
time + Total number ofcalls answered by the LOC

Report Structure - Reported for all calls to the LSC by operational separation and
SWBT retail (Repair Bureau).

9.4.5 Measurement - LaC Average Speed OfAnswer

Definition - The average time a customer is in queue. The time begins when the
customer enters the queue and ends when the call is answered by a SWBT
representative.

Calculation - Total queue time + Total calls

Report Structure - Reported for all calls to the LaC for all CLECs and SWBT retail
(Repair Bureau).

C. Billing Timeliness

9.4.6 Measurement - Billing Accuracy

Definition - This measurement will be perfonned to verify that the bill audit process
includes both WholeSale (e.g. UNE and RESALE) and RetaiVAccess. The CABS
Bill Audit process includes all Feature Groups including U for Unbundled Network
Elements for CLECs. Specific Billing conditions for each Feature Group will be
validated and the sanie CABS Billing System and Billing Process is used for all
Feature Groups. The cRis Bill Audit Process includes both Resale and Retail bills.

A sample ofall types ofproducts/services, class ofservice, usage (e.g. intraLATA toU
plans) will be reviewed. The same CRIS Billing System and Billing Process is used
for the both Resale and Retail except Resale has the extra step to access % discount
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9.4.8 Measurement - Percent OfBilling Records Transmitted Correctly

9.4.9 Measurement - Billing Completeness

9.4.7 Measurement - Percent ofAccurate and Complete Formatted Mechanized Bills

Calculation - (Count ofbilling records transmitted correctly with complete
information and proper formatting.~ total billing records transmitted) • 100

Definition - Measures % ofbilling records transmitted correctly on the usage extract
feed.

Attachment Performance Criteria-TX
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Definition - % of service orders on the bill for the current bill period.

table. The % discount table is updated/validated when the Interconnection Agreement
is implemented.

Calculation - # errors detected in bill audit.

Calculation - (Count ofaccurate and complete formatted mechanized bills via EDI ..;­
total # ofmechanized bills via EDI.) • 100

Definition - Measures the % of accurate and complete formatted mechanized bills via
ED!.

Report Structure - Reported for CLEC, and all CLECs.

Report Structure - Reported for aggregate of SWBT and CLECs.

Report Structure - Reported for CLEC, and all CLECs.
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Report Structure - Reported for CLEC, all CLECs and SWBT.

Measurement - Billing timeliness

Calculation - (Count of service orders included in current applicable bill period -:­
Total service orders in current applicable bill period) • 100

Definition - Percent ofbilis released on time by bill type (i.e. paper, Bill Plus, EDI,
BDT)

Calculation - (Count ofbills released on time ~ Total number ofbills released) * 100
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Report Structure - Reported for CLEC, all CLECs and SWBT.

9.5 Operator Services and Directory Assistance

9.5.1 Measurement - Directory Assistance Grade OfService

Definition - % ofdirectory assistance calls answered < 1.5, < 2.5, > 7.5, > 10.0, >
15.0, > 20.0, and> 25.0 seconds.

Calculation - (Count ofcalls answered within "x" seconds.;- Total calls answered) ...
100

Report Structure - Reported for the aggregate ofSWBT and CLECs. IF SWBT
changes its OSIDA platform to differentiate between CLECs and itself, SWBT will
provide this measurement broken out by CLEC and itself.

9.5.2 Measurement - Directory Assistance Average Speed OfAnswer

Definition - The average time a customer is in queue. The time begins when the
customer enters the queue and ends when the call is answered by a SWBT
representative.

Calculation - ~ate and time customer answered by SWBT representative - Date and
time customer enters queue).;- Total calls

Report Structure - Reported for the aggregate of SWBT and CLECs. IF SWBT
changes its OSIDA platform to differentiate between CLEes and itself, SWBT will
provide this measurement broken out by CLEC and itself.

9.5.3 Measurement - Operator Services Grade Of Service

Definition - % of directory assistance calls answered < 1.5, < 2.5, > 7.5, > 10.0, >
15.0, > 20.0, and> 25.0 seconds.

Calculation - (Count of calls answered within "x" seconds + Total calls answered) ...
100

Report Structure - Reported for the aggregate ofSWBT and CLECs. IF SWBT
changes its OSIDA platform to differentiate between CLECs and itself, SWBT will
provide this measurement broken out by CLEC and itself.

9.5.4 Measurement - Operator Services Average Speed Of Answer
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Definition - The average time a customer is in queue. The time begins when the
customer enters the queue and ends when the call is answered by a SWBT
representative.

Calculation - UDate and time customer answered by SWBT representative - Date and
time customer enters queue) +- Total calls

Report Structure - Reported for the aggregate ofSWBT and CLECs. IF SWBT
changes its OSIDA platform to differentiate between CLECs and itself, SWBT will
provide this measurement broken out by CLEC and itself.

9.6 InterconnectJUnbundled Elements and Combos

9.6.1 Measurement - Mean Network Performance Parity

SWBT agrees to provide to AT&T testing data available to SWBT. SWBT agrees to
negotiate in good faith to provide reports and jointly develop the measurements for
this category. Either party may bring this issue to the commission via the dispute
resolution process.

9.6.2 Measurement - Standard Deviation ofNetwork Performance Parity

SWBT agrees to provide to AT&T testing data available to SWBT. SWBT agrees to
negotiate in good faith to provide reports and jointly develop the measurements for
this category. Either party may bring this issue to the commission via the dispute
resolution process.

9.6.3 Measurement - Availability ofSTP Links

Definition - This measurement will provide the number of minutes or seconds the
STP link was unavailable on an incidence basis

Report Structure - The following will be reported by incidence for SWBT, CLEC,
and all CLECs.

9.6.4 Measurement - Database accuracy

SWBT agrees to provide ,AT&T data available to SWBT. The parties agree to
continue to negotiate in good faith to develop measurements for database accuracy.
Either party may bring this issue to the commission via the dispute resolution process.

9.6.5 Measurement - Mean time for database query
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SWBT agrees to provide AT&T data available to SWBT. The parties agree to
continue to negotiate in good faith to develop measurements for database queries.
Either party may bring this issue to the commission via the dispute resolution process.

9.6.6 Measurement - Mean Time for database updates

SWBT agrees to provide AT&T data available to SWBT. The parties agree to
continue to negotiate in good faith to develop measurements for database updates.
Either party may bring this issue to the commission via the dispute resolution process.

9.6.7 Measurement - Mean PDD for calls routed to CLEC OSIDA Platform

Definition - This measurement will provide the delay for the caller from the time the
caller requests OSIDA to the time the call is routed to the correct trunk group to reach
the CLEC OSIDA platform.

Report Structure - AT&T and SWBT will jointly develop a sampling process to
determine the PDD for customized routed calls. Either party may bring this issue, if
no agreement is reached to the commission, via the dispute resolution process.

9.6.8 When Electronic Jeopardy Notification and order acknowledgment is implemented
between the parties, SWBT will provide the mean and standard deviation for time to
provide jeopardies or other mutually acceptable measurement.
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